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Building Brands in the Internet Age: Analytics, Loyalty, and Communication 
Abstract 
As hospitality firms build and maintain their brands, they have been buffeted by the internet dialectic that 
occurs in so many other enterprises. On the one hand, the internet and social media provide new tools 
and information to solidify the brand. On the other hand, the internet strengthens the push toward 
commoditization. Fortunately, the electronic media can provide the customer information that helps 
brand managers to offset the commoditization trend and improve their brand’s status—provided the brand 
manager can find and decipher the needed information from the sea of blogs and social media 
conversations that wash across the web. Several presentations at the Cornell Hospitality Research 
Summit, held in October 2010, addressed these issues, including internet analytics, traditional and 
innovative forms of market research, brand management, and building customer loyalty. 
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Building	Brands	in	the	
Internet	Age:	




ecause	people	 are	willing	 to	 post	 information	 and	 commentaries	 about	 their	 travels	 and	
other	 hospitality-related	 information,	 hospitality	 industries	 can	 cull	 internet	 and	 social	
media	sites	for	information	that	will	help	them	serve	their	customers	and	build	their	brands.	
These	 electronic	 data	 can	 be	 combined	with	 information	 gathered	 through	 conventional	
research	to	assist	in	brand	management,	and	to	ensure	that	the	brand	is	meeting	customers’	needs	and	
developing	a	 loyal	 following.	The	application	of	 internet	 analytics	 involves	making	 sense	of	diffuse	
information	 by	 collecting,	 categorizing,	 and	 analyzing	 immense	 volumes	 of	 material.	 Despite	 the	





of	 such	 programs	 occurs	 when	 they	 offer	 discounts	 on	 main-line	 products	 rather	 than	 add-ons.	
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Kelly McGuire, executive 
director, global hospitality and 
travel practice, SAS, applies 
internet analytics to collect and 
summarize the immense 






















































Chris Klauda, vp of d.K. Shifflet, 
explained that mail surveys are 
still necessary for consumer 
research, since the internet leaves 
out critical market segments. 
Michael laTour, of university of nevada, 
las vegas, explained that the hospitality 
experience is what people think they 
have experienced, regardless of what 
actually happened.
Kathryn laTour, of university of nevada, 
las vegas, focuses on the importance of 
providing memory cues that help guests 
















































































































laurence bernstein, managing 
partner of proteanstrategies, 
said that traditional marketing 
questions will not reveal the 
full dimension of customers’ 
experiences. instead, research 
must focus on behavioral 

























































...TrG iSKy. Senior vice president 
of client services Cindy Whiteway 
focused on customers’ emotions 
about the nASCAr brand, with 
the goal of identifying truly loyal 
customers.
lrA Worldwide began a study of 
fan loyalty at nASCAr, according 
to lrA president and Ceo rob 
rush. They found that a new 
research approach was needed, 















































































































Michael McCall, of ithaca College (above), and Clay voorhees, of Michigan 
State university (below), found that as the quality of a firm’s loyalty program 
improves, brand equity and customer satisfaction increase. They warned 
against focusing on price discounts for the company’s main product, even 
though many loyalty program “rewards” do exactly that.
The Fairmont president’s Club is a 
successful loyalty program that 
focuses on recognizing guests 
without an emphasis on pricing, 



































Jim Coyle, president of Coyle 
hospitality, surveyed customers’ 
best and worst experiences aboard 
ship and at spas. he found that 
food-service was at the top of both 
the “best” list and the “worst” list 
for cruise passengers.
A brand conveys a promise, said Cornell 
professor robert Kwortnik. brand 
managers must identify the touch 
points and experiences that fulfill that 
promise.
Steven brandman, co-owner of 
Thompson hotels: branding is 
more than just a name. it 
expresses the benefits that are 
provided to customers. Managing 























































































process framework for strategic brand development
Brand Audit
identifying brand value:  
how the brand experience addresses 
customer needs and wants
Brand Development
Create a promise and translate into a concept:  
how the brand will be communicated and delivered
 Note: Framework developed by Robert J. Kwortnik. See: Robert J. Kwortnik and Ethan Hawkes, “Positioning a Place: Developing a Compelling Destination Brand,” Cornell 
Hospitality Report, Vol. 11, No. 2 (January 2011).
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rick Garlick, senior director of 
consulting and strategic 
implementation for Maritz research, 
emphasizes that customer contact 
during the service process can be 
the most critical element of brand 
management, which makes 
employee training essential.
having studied brands for over two 
decades, Cornell professor Chekitan 
dev found that the most successful 
brands remained consistent, 
regardless of the external 
environment. 


























paolo Torchio, vice president of 
e-marketing at Sabre hospitality 
Solutions, said that brand 
management is more critical than 
ever, given the many communication 
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